Issues of education quality have acquired special relevance since the beginning of the 20th century. Implementation of the idea of quality in the educational organisation is promoted by use of the international ISO standards regulating quality of the management system. Certifi cation of a quality management system in an organisation ensures its sustainable development. Experience of such work exemplifi ed by additional medical education organisation is presented in the article. The present paper addresses approaches to implementation of the following quality management principles: customer focus; leadership; involvement of people; process approach; continuous improvement; evidence-based decision making; relationship management; system approach to management. The structure of processes in the medical education institution is presented including the major process "Professional training and retraining in the fi eld of health care", main (core) processes: "Educational activities" and "Scientifi c activities"; management processes: "Strategic planning", "Documentation management", "Records management", "Internal audits", "Nonconformity management", "Corrective and preventive actions", "Monitoring and measurement of processes and educational services", "Quality management system analysis by senior management"; supporting processes: "Personnel management", "Work environment management and information support", "Financial and economic support", "Library services", "Methodical support of the educational process and training for teachers", "Publishing activities". All processes are designated in a consistent model with special codes, which helps to streamline the document management system in the organisation.
Introduction
Objective Structured Clinical Examination (OSCE) is a form of performance-based testing used to measure clinical competence, mostly among health science students [1] [2] [3] [4] . Communication skills are one of the most important competences evaluated in an OSCE, since they are essential for the proper preparation of the clinical history and physical examination, as well as helping to ensure humane treatment and the best quality care (5) . In addition to patient care, however, communication skills are also essential for teamwork and relationships with other colleagues and professionals, all of which should result in improved healthcare [6, 7] . This type of evaluation has traditionally been carried out by non-health professionals, generally people recruited as actors who represent a clinical case or scenario mimicking a real patient [8, 9] . It seems logical, therefore, that they be the ones required to evaluate the behavior of the person treating them. The correct way to perform this task is through patient standardization, a process in which all simulated patients are trained to faithfully represent their clinical case, as well as to evaluate clinical communication competence in a fair and objective manner [10] . People thus trained are known as standardized patients (SPs). In this case, SPs are trained to evaluate students' skills based on a checklist of items for each station. They play through the interaction with the student, and then score them on the basis of their observations [11] [12] [13] . permanent involvement of a group of teachers and employees in solution of strategic questions facilitated effective work. The idea of cooperation could be clearly traced from the very beginning of work of the Academy. "The higher the cooperation level is, the better it is used by the society and organisations having natural and material resources, intellectual and spiritual potential of the human person at their disposal" [8] . The staff of the educational institution began to solve most important problems of training in the huge region. Currently, it is the Irkutsk State Medical Academy -a medical educational institution of professional development and professional retraining of healthcare experts in the Siberian Federal District, the Republics of Buryatia and Sakha (Yakutia), the coordination centre of postgraduate education of the Siberian Federal District, a scientifi c research centre for most important fi elds in clinical medicine and pharmaceutics. The Irkutsk State Medical Academy of Postgraduate Education comprises 37 departments of the faculties of General Medicine and Surgery. Over 7000 doctors, pharmacists and paramedics study at the Academy annually. It is impossible to construct an effective organisation based on copying known decisions, procedures and rules inherited from the glorious but already gone past, especially in a dynamically changing environment, in conditions of an indeterminable future. Therefore, the evidence-based decision making principle brought the head of the Academy to development of a QMS. This process started in 2009, and in 2010, the Academy underwent certifi cation of its QMS successfully. From this point, the academy work has been carried out according to the principles of the process approach and continuous improvements. The purpose of QMS introduction is to create conditions for application of the system approach to the organisation management process. Interrelations and interaction have been established between processes; these are documented in the "Book of processes" and the "Quality manual" [9, 10] . The major process of the QMS is "Professional training and retraining in healthcare". This process consists of the following basic service lifecycle processes: EP-1 "Analysis of consumer requirements", EP-2. "Design and development of educational programmes", EP-3 "Students enrolment", EP-4 "Educational activity", EP-5 "Scientifi c activity", EP-6 "Analysis of consumers' satisfaction". The main process EP-4 "Educational activities" consists of the following sub-processes: EP-4.1 "Advanced training and professional retraining", EP-4.2 "Training of clinical interns", EP-4.3 "Moral and extracurricular work with students", EP-4.4 "Assistance to employment of graduate students". The main process EP-5 "Scientifi c activity" consists of the following sub-processes: EP-5.1 "Training of top-qualifi cation personnel", EP-5.2 "Research and development". The main processes are accompanied by management and supporting processes.
The advantages and disadvantages of SPs have been reviewed elsewhere, but there is general agreement regarding the fact that they reduce inter-rater variability in scoring students' performance [14]. However, one major issue is that using people outside the institution is expensive and greatly increases the overall cost of the OSCE. Our aim with this study was therefore to determine whether or not any differences could be observed between the evaluation of communication skills by a standardized patient (SP) or by a medical evaluator (E). The literature in this area of medical education is limited and confl icting. Some studies have suggested that SP examiners are at least as reliable and "accurate" as physician examiners in evaluating student performance, while others have found SP raters to be inferior [14-16]. Our second aim was to assess the possible existence of gender differences in the communication skills evaluation process, an issue which has already been explored in some depth [14, 15] .
Methods
Development and deployment of a QMS in an educational organisation inevitably leads to development of the organisation if it is fully based on the principles of quality management [5] . . The Irkutsk State Medical Academy for Post-Graduate Education (ISMAPE) has always acted in compliance with the majority of these principles. In the second half of the 20th century, intensifi cation of industrial forces in Siberia and the Far East defi ned the need for further development of healthcare in these regions. Moreover, the progress of medical science required widespread introduction of scientifi c developments into medical practice by the end of the 1970th. All this was closely associated with the problem of training, retraining and professional development of doctors. The approach oriented toward customers, who were doctors, medical institutions, the society and the state, became a basis for work of the management and teachers of the Academy. The leadership of the Academy senior staff, their wise management alongside with Among the management processes there are MP.1 "Strategic planning", MP-2 "Documentation management", MP-3 "Records management", MP-4 "Internal audits", MP-5 "Nonconformity management", MP-6 "Corrective and preventive actions", MP-7 "Monitoring and measurement of processes and educational services", MP-8 "Quality management system analysis by senior management". The support processes are SP-1 "Personnel management", SP-2 "Work environment management and information support", SP-3 "Financial and economic support", SP-4 "Library services", SP-5 "Methodical support of the educational process and training for teachers", SP-6 "Publishing activities". Documentation of the Academy (regulations, instructions, document forms, lists, etc.) is maintained in compliance with the aforementioned processes and systematised in a two-volume local acts collection of the Academy. The QMS of the Academy is in an actual condition which is confi rmed by internal and external audits (2011, 2012, 2014, 2015) as well as by a successful recertifi cation procedure in 2013.
Results
During the development of a certifi ed QMS, the following positive tendencies were noted: • the Academy successfully underwent procedures of internship and postgraduate education accreditation; • managers and employees claim that there was a visible streamlining in activities of the organisation. The "List of local acts, instructions and document forms of the Irkutsk SMAPE" directed at integration of electronic and paper documentation (in connection with development of the electronic document fl ow and the website of the Academy); • the Academy development programme until 2020 and structural division quality plans decomposing purposes and development program tasks at lower management levels are being implemented including the "Indicators of educational activities of the department in 2014-2020" tables.
• by the results of internal audits, we can observe improvement of the following processes and activity types: "Documentation management", "Communication with customers", "Goals in the area of quality", "Monitoring and measurement", "Design and development of educational programmes", "Educational activity"; • initial (desires and expectations) and fi nal (satisfaction) electronic questioning of the listeners is conducted. Work of the Academy in the Russian Science Citation Index (RSCI) with the LLC "SCIENTIFIC ELECTRONIC LIBRARY E-library" is continued. As a result, the number of presented 
Discussion
The QMS of the Irkutsk State Medical Academy of the Ministry of Health of the Russian Federation is a means for achievement of goals and maintaining of the policy in the fi eld of quality; it gives confi dence to the organisation and its customers in the institution's capability:
• to carry out modernisation of educational activities provided by the Academy for ensuring continuous process of training, retraining and advanced training of personnel for the healthcare system through extension of the list of educational programmes and increase in the amount of educational services; • to increase research activity effi ciency of the Academy by integration of medical science, practical healthcare and additional professional education, improvement of training quality for national specialists and introduction of a scientometric assessment system; • to introduce innovative transformations in all main activities of the Academy through application of information, simulation, remote, organisational and other modern technologies; • to provide for medical development and preventive activities stability in the Academy via expansion of the range and amount of high-quality medical services; • to create conditions for the health worker's image promotion on the basis of spiritual, moral, cultural and educational and sporting activities at the Academy, expansion of partnership and long-term cooperation; • to increase economic stability through establishment of an effective marketing policy, increase in the amount of revenue-producing activities and formation of new education markets;
• to expand the Academy's international activity by participation in foreign projects, training and scientifi c actions, to promote academic mobility of its employees and students, to increase the international prestige of the Academy. Therefore, development, implementation, certifi cation and maintenance of a QMS in an organisation, to our mind, ensure its sustainable development to promote the organisation lifecycle processes quality and, subsequently, the quality of educational services. Further development of the educational organisation suggests an active use in activity of all structures the management quality principles. The special emphasis should be put on the principle of management relationships. Moreover, these processes will be maintained in case if the Academy status changes and it is converted into the branch of the Russian State Medical Academy for Post-Graduate Education. Currently, the Academy accomplishes its goals and objectives as a branch of the Russian Medical Academy of Continuous Professional Education.
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